





















































Saya Adrin Tio, mahasiswa Program Studi Manajemen Fakultas Ekonomi 
dan Bisnis Universitas Katolik Soegijapranata sedang melakukan penelitian 
“Harapan Dan Kinerja Bisnis Antar Jemput Sekolah ANJER 
Semarang”. Berikut ini adalah kuesioner yang akan meneliti “Harapan Dan 
Kinerja Bisnis Antar Jemput Sekolah ANJER Semarang”. Saya mohon 
ketersediaan Bapak / Ibu untuk mengisi kuesioner ini dengan lengkap dan 
sejujur – jujurnya. 
A. IDENTITAS RESPONDEN 
Nama responden : Bapak / Ibu ........................................................... 
Nama anak : ............................................................................... 
Sekolah  / kelas anak : ............................................................. / .............. 
Usia anak   : .................. Tahun 
Lama ikut antar jemput sekolah : .................... 
B. KUESIONER TERBUKA 









C. KUESIONER TERTUTUP 
Berilah tanda silang (X) pada setiap pernyataan pada kolom Harapan dan Kinerja. 
Pernyataan berikut bertujuan untuk mengetahui seberapa penting tingkat harapan anda dengan 
kinerja yang sudah diberikan oleh antar jemput sekolah “ANJER” 
Harapan 
Keterangan: 
1 = Tidak Penting 
2 = Kurang Penting 
3 = Cukup 
4 = Penting 










1 = Tidak Memuaskan 
2 = Kurang Puas 
3 = Cukup 
4 = Puas 
5 = Sangat puas 
1 2 3 4 5 A. Tangibles / Bukti Nyata 1 2 3 4 5 
     1. ANJER menggunakan jenis mobil minibus semacam Grandmax.      
 Alasan ............................................................................. 
......................................................................................... 
 
     2. ANJER memiliki tampilan dalam mobil yang bersih, wangi dan 
terdapat tempat sampah. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     3. ANJER memiliki tempat duduk yang nyaman, rapi, dan bersih.      
 Alasan ............................................................................. 
......................................................................................... 
 
     4. ANJER memiliki fasilitas seperti AC, radio / musik, televisi.      
81 
 
 Alasan ............................................................................. 
......................................................................................... 
 
     5. Pegawai ANJER berpenampilan rapi dan sopan.      
 Alasan ............................................................................. 
......................................................................................... 
 
     6. Pegawai ANJER mudah ditelepon dan dapat dihubungi melalui 
media sosial seperti BBM, WhatsApp, dan Line.  
     
 Alasan ............................................................................. 
......................................................................................... 
 
1 2 3 4 5 B. Emphaty / Empati 1 2 3 4 5 
     7. Pegawai ANJER dapat menolong pada saat tertentu, seperti 
membelikan dasi dan buku yang ketinggalan. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     8. Pegawai ANJER dapat berkomunikasi dan memperlakukan 
secara baik dan ramah terhadap antar murid. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
1 2 3 4 5 C. Reliability / Keandalan 1 2 3 4 5 
     9. Tepat waktu saat masuk sekolah, maksimal 15 menit  sebelum 
bel masuk sekolah.  
     







     10. Tiba dirumah tidak terlalu sore atau malam, maksimal 30 menit 
atau 60 menit setelah jam pulang sekolah atau tergantung 
kegiatannya. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     11. Memprioritaskan kenyamanan, keamanan, dan keselamatan 
dengan mengemudi secara aman dan stabil. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     12. Tepat waktu dan menjaga anak – anak supaya tiba dengan 
selamat. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
1 2 3 4 5 D. Responsivness / Daya Tanggap 1 2 3 4 5 
     13. ANJER menerima, menyelesaikan, dan memperbaiki keluhan 
pelanggan. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     14. ANJER memiliki pelayanan yang tanggap, seperti mengantar 
buku pelajaran atau catatan yang ketinggalan di mobil kerumah 
anak. 









     15. ANJER tanggap dan merespon masalah yang ada.      
 Alasan ............................................................................. 
......................................................................................... 
 
1 2 3 4 5 E. Assurance / Jaminan 1 2 3 4 5 
     16. Pegawai ANJER sabar, murah senyum, dan ramah melayani anak 
– anak. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     17. Pegawai ANJER ramah dan sopan terhadap orang tua anak dan 
anak. 
     
 Alasan ............................................................................. 
......................................................................................... 
 
     18. Pegawai ANJER memiliki pengetahuan yang update dan 
informatif terhadap sikap dan perbuatan baik. 
     









































ANAK LAMA IKUT ANTAR JEMPUT SEKOLAH ANJER 
1 12 16tahun 24bulan 
2 10 15thn 18bln 
3 12 19thn 72bln 
4 12 18thn 72bln 
5 7 13thn 10bln 
6 12 17thn 72bln 
7 5 10thn 36bln 
8 10 15thn 132bln 
9 7 13thn 24bln 
10 8 14thn 24bln 
11 7 13thn 22bln 
12 TK KECIL 5thn 12bln 
13 4 10thn 48bln 
14 6 12thn 36bln 
15 7 12thn 30bln 
16 4 10thn 30bln 
17 4 9thn 9bln 
18 8 13thn 72bln 
19 4 10thn 18bln 
20 4 10thn 12bln 
21 11 15thn 24bln 
22 1 7thn 36bln 
23 9 15thn 24bln 
24 9 15thn 36bln 
25 8 13thn 24bln 
26 11 15thn 36bln 
27 9 14thn 36bln 
28 TK BESAR 5,5thn 12bln 
29 7 12thn 24bln 
30 TK BESAR 6thn 12bln 
31 5 10thn 48bln 
32 4 10thn 24bln 
33 7 12thn 11bln 
34 1 7thn 36bln 
35 11 17thn 60bln 
36 10 16thn 36bln 






























                  
No.            
Responden 
TANGIBLES EMPHATY RELIABILITY RESPONSIVENESS ASSURANCE 
K1 K2 K3 K4 K5 K6 K7 K8 K9 K10 K11 K12 K13 K14 K15 K16 K17 K18 
1 4 4 4 4 4 4 4 4 4 2 4 4 4 4 4 4 4 4 
2 3 3 3 2 2 3 3 4 2 3 3 3 3 2 3 3 3 3 
3 5 4 5 4 5 5 4 5 5 4 5 5 5 5 5 5 5 5 
4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
5 3 4 4 4 4 4 3 4 4 5 5 5 4 4 4 4 4 4 
6 3 3 4 4 3 4 3 3 3 2 3 4 3 3 4 3 3 4 
7 4 4 4 4 4 4 5 5 5 5 4 4 4 4 4 4 4 4 
8 4 4 3 4 5 3 3 5 4 4 5 3 4 5 4 5 5 5 
9 4 4 4 4 5 5 5 4 4 4 5 5 4 5 5 5 5 4 
10 5 3 4 4 4 4 3 3 4 3 3 3 4 5 4 4 4 5 
11 5 5 4 4 5 5 4 5 5 5 4 5 5 4 5 5 5 5 
12 5 5 5 5 4 4 5 5 5 5 5 5 5 5 5 5 5 5 
13 4 4 4 3 4 4 3 4 4 3 4 4 4 3 4 4 4 4 
14 4 4 4 4 4 4 4 4 4 3 4 4 3 3 4 4 4 4 
15 3 2 3 3 4 4 3 3 4 3 4 4 4 4 3 3 4 4 
16 4 2 2 3 4 4 4 3 4 3 4 4 3 4 4 4 4 4 
17 3 3 3 3 3 4 4 4 4 3 3 4 4 3 3 4 4 4 
18 3 3 3 2 3 2 3 3 2 3 4 3 3 2 3 3 3 3 




20 3 5 5 5 5 5 4 4 4 4 4 4 3 4 4 5 4 4 
21 4 4 4 4 4 4 4 5 3 3 4 5 4 5 4 5 5 4 
22 3 4 4 4 4 4 5 4 5 5 5 4 3 3 4 4 4 4 
23 4 4 4 4 3 5 3 3 3 3 5 4 3 4 4 5 3 3 
24 5 5 5 5 5 5 5 5 4 4 4 5 5 4 5 5 5 5 
25 5 5 5 5 5 5 5 5 4 4 4 5 4 4 5 5 5 5 
26 4 3 3 3 4 4 4 4 3 4 4 4 4 4 4 4 5 4 
27 4 4 4 4 4 4 4 4 4 4 4 4 4 3 3 4 4 4 
28 4 4 4 3 4 3 4 4 5 4 4 5 5 5 5 5 5 5 
29 4 3 3 2 2 4 5 5 4 4 4 4 5 5 5 5 5 5 
30 3 3 4 4 4 5 4 4 4 4 4 4 4 4 4 5 5 5 
31 3 2 2 2 3 3 4 4 4 2 3 3 3 4 4 4 4 3 
32 3 4 4 4 3 4 4 4 4 4 4 4 3 4 4 5 4 4 
33 4 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 
34 3 4 3 3 4 3 4 4 4 3 4 4 3 2 3 4 4 3 
35 3 4 4 3 4 4 3 3 3 2 3 2 3 3 4 4 4 3 
36 4 3 3 3 4 4 4 4 3 4 4 3 4 4 4 4 4 4 
37 4 3 3 3 4 4 4 4 3 4 4 3 4 4 4 4 4 4 
                   
Keterangan 
TANGIBLE EMPHATY RELIABILITY RESPONSIVENESS ASSURANCE 
K1 K2 K3 K4 K5 K6 K7 K8 K9 K10 K11 K12 K13 K14 K15 K16 K17 K18 
Frekuensi                                     
TM 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
89 
 
KP 0 3 2 4 2 1 0 0 2 4 0 1 0 3 0 0 0 0 
C 13 10 10 10 6 5 10 7 7 11 6 7 12 7 6 4 4 6 
P 17 17 18 17 20 21 18 18 20 15 22 18 17 17 21 16 19 19 
SP 7 7 7 6 9 10 9 12 8 7 9 11 8 10 10 17 14 12 
Total 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 
Skor                                     
TM 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
KP 0 6 4 8 4 2 0 0 4 8 0 2 0 6 0 0 0 0 
C 39 30 30 30 18 15 30 21 21 33 18 21 36 21 18 12 12 18 
P 68 68 72 68 80 84 72 72 80 60 88 72 68 68 84 64 76 76 
SP 35 35 35 30 45 50 45 60 40 35 45 55 40 50 50 85 70 60 
Total 142 139 141 136 147 151 147 153 145 136 151 150 144 145 152 161 158 154 
Rata-rata 3,84 3,76 3,81 3,68 3,97 4,08 3,97 4,14 3,92 3,68 4,08 4,05 3,89 3,92 4,11 4,35 4,27 4,16 
Rata-rata          
Per Aspek 

















DATA PENELITIAN HARAPAN ORANG 








                  
No.            
Responden 
TANGIBLES EMPHATY RELIABILITY RESPONSIVENESS ASSURANCE 
H1 H2 H3 H4 H5 H6 H7 H8 H9 H10 H11 H12 H13 H14 H15 H16 H17 H18 
1 3 4 5 3 3 5 3 4 5 5 5 5 5 3 4 4 4 3 
2 4 5 4 4 4 4 4 5 5 4 4 4 4 3 4 3 3 3 
3 5 5 5 4 4 5 4 5 5 4 5 5 5 5 5 5 5 5 
4 4 5 5 4 5 5 5 5 5 5 5 5 5 4 5 5 5 5 
5 4 4 4 4 4 5 3 5 5 5 5 5 5 5 5 4 4 4 
6 2 3 5 4 2 5 4 3 5 4 2 4 4 2 4 4 4 3 
7 4 4 4 3 4 4 4 4 5 4 4 4 4 4 4 4 4 4 
8 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
9 4 4 5 3 4 5 4 5 4 3 4 5 4 4 3 4 5 5 
10 5 5 4 4 4 4 4 4 5 5 5 5 4 4 4 5 5 4 
11 4 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
12 4 5 5 5 4 4 4 5 5 5 5 5 5 5 5 5 5 5 
13 4 5 5 3 5 5 4 5 5 4 5 5 5 4 5 5 5 5 
14 4 4 4 4 4 4 3 4 5 4 5 5 4 4 4 4 4 4 
15 4 5 4 4 3 5 3 4 5 5 5 5 5 4 4 5 5 4 
16 5 5 5 5 4 5 3 5 5 5 5 5 4 3 4 4 5 3 
17 3 4 5 5 4 5 4 5 5 5 5 5 4 4 4 5 5 5 
18 3 3 3 4 3 4 4 3 4 3 4 3 3 4 3 3 3 3 
19 4 4 4 5 5 5 4 5 4 4 5 5 4 4 4 4 4 4 
20 5 5 5 5 5 5 4 4 4 4 5 4 4 4 4 4 4 4 




22 4 5 5 4 4 5 5 5 5 5 5 5 4 4 5 5 5 5 
23 5 4 5 5 4 5 5 5 5 5 5 5 5 4 5 5 4 4 
24 4 5 4 4 5 5 5 5 5 5 5 5 5 4 5 5 5 5 
25 5 5 5 5 5 5 5 5 5 5 5 5 4 4 4 5 5 5 
26 4 5 5 4 4 5 4 4 5 4 5 4 5 4 4 5 5 4 
27 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 
28 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
29 3 4 5 4 3 5 5 5 5 4 5 5 5 5 5 5 5 5 
30 4 5 5 4 4 5 5 5 5 5 5 5 4 5 4 5 5 5 
31 3 4 4 3 3 5 4 4 4 4 5 5 5 4 4 5 5 4 
32 3 4 4 4 3 4 4 4 4 3 3 4 3 4 4 5 4 4 
33 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 
34 2 4 4 5 4 5 3 3 4 5 5 5 5 4 4 5 4 4 
35 3 4 4 3 3 3 3 3 4 4 4 4 3 3 3 4 4 3 
36 4 5 5 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 










                  
 
 




TANGIBLE EMPHATY RELIABILITY RESPONSIVENESS ASSURANCE 
H1 H2 H3 H4 H5 H6 H7 H8 H9 H10 H11 H12 H13 H14 H15 H16 H17 H18 
Frekuensi                                     
TP 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
KP 2 0 0 0 1 0 0 0 0 0 1 0 0 1 0 0 0 0 
C 7 2 1 6 7 1 7 4 0 3 1 1 3 4 3 2 2 6 
P 20 15 13 19 19 8 17 11 9 14 6 8 14 20 19 11 12 14 
SP 8 20 23 12 10 28 13 22 28 20 29 28 20 12 15 24 23 17 
Total 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 37 
Skor                                     
TP 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
KP 4 0 0 0 2 0 0 0 0 0 2 0 0 2 0 0 0 0 
C 21 6 3 18 21 3 21 12 0 9 3 3 9 12 9 6 6 18 
P 80 60 52 76 76 32 68 44 36 56 24 32 56 80 76 44 48 56 
SP 40 100 115 60 50 140 65 110 140 100 145 140 100 60 75 120 115 85 
Total 145 166 170 154 149 175 154 166 176 165 174 175 165 154 160 170 169 159 
Rata-rata 3,92 4,49 4,59 4,16 4,03 4,73 4,16 4,49 4,76 4,46 4,70 4,73 4,46 4,16 4,32 4,59 4,57 4,30 
Rata-rata          
Per Aspek 















































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
25,92 7,632 2,763 6
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
22,00 4,833 ,620 ,737
21,43 5,419 ,653 ,731
21,32 6,003 ,491 ,768
21,76 5,800 ,410 ,788
21,89 4,766 ,685 ,716









































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
8,65 1,568 1,252 2
Mean Variance Std. Deviation N of Items
                                                                                    
Item-Total Statistics
4,49 ,479 ,557 .a












Alpha if  Item
Deleted
The value is negative due to a negative average covariance
among items. This v iolates reliability  model assumptions. You



























Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
18,65 3,401 1,844 4
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
13,89 2,488 ,527 ,826
14,19 1,713 ,744 ,726
13,95 1,830 ,634 ,788
































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
12,95 2,886 1,699 3
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
8,49 1,423 ,671 ,707
8,78 1,396 ,559 ,834
































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
13,46 3,144 1,773 3
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
8,86 1,565 ,815 ,835
8,89 1,544 ,826 ,825




























































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
23,14 15,398 3,924 6
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
19,30 12,048 ,559 ,903
19,38 10,353 ,774 ,873
19,32 10,392 ,832 ,863
19,46 9,811 ,868 ,856
19,16 11,084 ,691 ,885


































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
8,11 1,710 1,308 2
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
4,14 ,509 ,651 .a












Alpha if  Item
Deleted
The value is negative due to a negative average covariance
among items. This v iolates reliability  model assumptions. You



















Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
15,73 6,592 2,567 4
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
11,81 3,935 ,642 ,793
12,05 3,386 ,704 ,769
11,65 4,401 ,663 ,792

































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
11,92 4,132 2,033 3
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
8,03 2,083 ,708 ,818
8,00 1,611 ,759 ,788
































Listwise deletion based on all






Alpha N of  Items
 
Scale Statistics
12,78 3,230 1,797 3
Mean Variance Std. Deviation N of Items
 
Item-Total Statistics
8,43 1,586 ,698 ,867
8,51 1,479 ,836 ,743




























































1  =  Tangibles 
2  =  Emphaty 
3  =  Reliability 
4  =  Responsivenss 
5  =  Assurance 
 
 


























1  =  Tangibles 
2  =  Emphaty 
3  =  Reliability 
4  =  Responsivenss 
5  =  Assurance 
 
4,42 
4,02 
